
Jeffrey Conner 
JrCOSTEP – Summer 2005 
Eastern Kentucky University 
Taos Service Unit, New Mexico- Albuquerque Area 
 

The 2 Most Important things I have learned while on my COSTEP: 
1.) The most powerful tools you have are not your education, or your rank. Instead it is the customer 

service you provide. The Indian Health Service to a large degree is a consulting agency that does not 

have the authority to close down a food stand you can only make recommendations. Which brings up 

the question of how does an agency that does not have any authority to condemn hazardous food, or 

close down an unsafe tribal building make any positive changes on a day to day basis? The answer is 

customer service and what I mean by that is when you are out in the field and conducting surveys there 

are several things you need to do to be successful. The first is never throw your education around, 

which means think before you speak. You want individuals to easily understand the risks of violations 

you encounter. You also want to make sure they understand what you are recommending is easily 

understandable. The second is you need to respect everyone that you survey equally, follow the golden 

rule of “treating everyone as you would want to be treated”. If an individual has any type of question 

for you before you answer make sure you know the right answer. If for some reason you do not know 

the answer it is okay to admit that you do not know it, and offer to find the answer for them and get 

back to them about it. The final step in customer service is empowerment to the individuals you 

survey. You want to instill in them a sense of pride and respect for what they do, that will carry over 

into them taking a bigger sense of pride and responsibilities in what they do, be it food preparation, or 

day care provider. 

 

2.) The second important thing I learned this summer is the need to think outside of the box. What worked 

to solve a particular problem for one tribe will not necessarily work for another tribe having the same 

problem. The reason being is different cultures and different customs that prevail from tribe to tribe, 

what may be fine with one tribe may upset the next. You need to go into every problem with an open 

mind and think of several different solutions that could be used to address and solve the problem.   


